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Introduction
      A working environment is a common place where all the time happen different kinds of problems. Many of the employees do not get the right treatment, they face unfair payment, poor job satisfaction, interpersonal conflict, and even bullying, harassment and discrimination. All those factors cause mental and health problems for the employees. Workplace issues can lead to decreased performance and productivity, loss of work, decreased stress. Harassment in the workplace can also lead to legal troubles (Good therapy, 2019) 
In my report, I will describe the problem, namely, lack of employees training. I have faced the experience of poor training at my previous job. In this report, I would like to use an effective decision-making tool like PMI and problem-solving technique as a Fishbone Diagram to identify the root causes and to provide the best solution to resolve this problem.

Lack of training as the problem of the workplace
     In my opinion, almost every employee has faced with lack of training in an organization, it is one of the most common problems inside of the workplace in the UK. It is known that effective training is the key to running a successful business. If the organization is not providing quality working training to the employees, it can affect the employee’s safety, productivity, and at the same time, it can influence the overall well-being of the entire organization.   Accordingly to the survey form (Training Journal, 2005) I can see that  majority of the employees would like to have professional training in both types, as  learning from their colleagues, use of online training materials, and attending hands-on, instructed courses and workshops.
     I had been working as a Receptionist at the Victoria Hotel in England, where for the first time in my life I was faced with the problem of lack of training.  I was expecting to have a good, full of knowledge training that would help me to learn quicker, find out more about the receptionist duties and will give me the possibility to  improve and develop my skills, but unfortunately, it did not happen.  On my first day at the hotel, I just received 3 hours of poor training, during this time a lot of necessary information was not provided. The next day I started my job, it was my first shift, no manager or colleague was there, so I worked completely alone. Talking about this first day staying by myself at the work and be responsible for the entire hotel, I did not have anyone around to ask for help. On that day I felt really emotionally stressed, I was so unconfident and uncomfortable because I could not provide excellent customer service to the guests and support them without the necessary knowledge.
During the shift began to appear several issues that I had not been taught on the training day, I did not know very well the hotel property management system, which is very important in this job.  All along, I was forced to call the manager several times per hour to ask for advice. Most of the information, that I found out, was by myself during my shifts. The whole first month, I asked the manager and my colleagues to help me to understand and explain me a bit more about the duties. However, after one month working at the hotel, I was enrolled in an online training course. To be honest, it helped me just 5 % instead of 100%, as there was not included materials about the hotel history, brand awareness, the hotel property management system or how to deal with different kind of payments, how to use a card machine or  how to manage reservations, etc.
Moreover, the hotel must provide professional, fulfilled training for this role, as this job position covers a lot of responsibilities, especially if the employee covers the entire shift by her/his side. 

[bookmark: _Hlk57037880]Causes and effective analysis of the identified problem
      A training process is an essential tool for the hotel management as well as staff, normally consists of some learning classes onsite or at a different location during orientation. Some businesses assume in-depth training an unnecessary expense and lookout for new employees to learn on the job from supervisors and older employees. However, this style of training is often inadequate and can cause problems for the organization. (Amo, 2019)  
Employees who did not receive proper training can not do their job properly, it can result in safety hazards, frustration, unsatisfied customers and insufficient skill jeopardize service quality of the business. 
     For the effective analysis of the problem, I have used a problem-solving technique like a Fishbone diagram. Fishbone Diagram also is known as the Ishikawa Diagram is a tool that gives the ability to identify the sources, potential root causes of the problem accurately. By using this diagram can be shown how causes make an effect on the problem. It is a visual tool for organizing critical thinking. (More Stream, 2020) This diagram helped me to identify the causes of the lack of training at the hotel. This diagram clearly shows me that the main causes come from human beings. Managers of the hotel do not provide quality training for the new staff, it also causes lack of communication between employee and employer. Second place it takes a material, which means that the hotel does not have the required materials or costs to provide an effective learning process for the new employees. All of these root causes are [image: Diagram

Description automatically generated]making damage to the hotel operation process. 
Fishbone Diagram
Lack of training at the Victoria Hotel









(Klepailo O, 2020)

The possible solution to the problem 
    Definitely, the hotel has a problem with the training process, but it can be improved if the right decision is chosen. The hotel has a good reputation among competitors, has a good review from the guests and remains stable in the hospitality business market with a chance to grow. 
The lack of training needs to be evaluated with the effect on the business problem. Perhaps it is the most critical to the manager. Working with the operation manager to formulate more clearly the hotel problem will help in several ways. It will give the ability to the training manager to sort out what is a function of training and what is actually not. (Berge, 2008) 
      To see the possible effective decision of the hotel’s training problem, I drawn down the PMI chart. PMI is a tool that helps brainstorming, decision-making and critical thinking. This decision-making tool encourages of examination of ideas, concepts and experiences from multiple perspectives. (Visual Paradigm, 2020)

	Plus
	Minus
	Interesting

	Professional staff   + 5
	Unhappy guests    - 4
	Can the hotel get better reviews?  + 4

	Satisfied customers   + 5
	Loss of customers   - 5
	Can increase the number of the workplace? + 2

	Great service    + 4
	Poor service   - 4
	Expenses for the training   - 2

	Increasing revenue     + 4
	Unsatisfied employees   - 4
	

	Score:  +18
	Score:  -17
	Score:  +4

	Total: 5


PMI chart
(Should the hotel training process be improved?)
(Klepailo O, 2020)

PMI is an excellent way of weighing the pros, cons and implications of a decision. When you need to make the right action, PMI is a good technique to use to check if it is worth taking. Outcomes from the chart show me that by improving the hotel training process, the organization will receive a lot of advantages and the employees will be satisfied when they will get professional knowledge and desire results of the training. 
     Looking at my experience with the Victoria hotel as a Receptionist, I can say that the hotel should be involved and interested in providing good training for the staff. Firstly, by having a good training process, the hotel can reduce or totally avoid constructive dismissals, theft, under-staffing, the problem with the employee, and will have a safe working environment and strong positive hotel’s reputation. Secondly, the hotel management must provide a professional process of staff training on following the employees’ career and to help them to improve their skills, abilities for further development. The training has to motivate the hotel’s employees then they will learn and do their best and will be encouraged to lead the organization to success. Employees will work better to achieve their goals and develop the business in the future. Thirdly, staff training has to be in both ways, theoretical and practical. Theoretical training involves the use of an online resource, the hotel should spend a bit of the cost to create a quality online training course and enrol the employee on the first working day. It is important that online training course will include specific, relevant information as the history of the hotel’s brand, description of the hotel and hotel’s rooms, must be provided all relevant procedures, rules, regulations, structure, working culture, explanation about all type of the reservation and how to proceed them, how to take payment, how to use a card machine, and explanation how to answer on phones and emails correctly. Need to develop a separate course that will apply only to the property management system of the hotel, which will give also the possibility to practice the computer program at home.  It will be a great opportunity for the employees, where they can learn and understand how to create a reservation in the system, how to check-in/out the guest, how to insert payment and how to make a cashier report at the end of the shift and etc.  Apart from that, the hotel training must include practical training with the hotel manager or with the best professional staff. It will give an idea to the new employee how the hotel is working from the inside and it will help to adapt working with other colleges.
       Furthermore, it is important to create an effective guideline or training plan which will give the ability to the hotel manager to see the training schedule, estimating the budget, designing training programs/courses, selecting trainees. (Wiki How, 2020)  it will be a good idea to create a common online group on  Facebook or WhatsApp with all staff of the hotel and a trainee, it will make the  new employees life at the job more easily, and they will have a chance to ask for advice or help.  They also will have the possibility to share working information with each other.  By taking into account the improvement of the training effectiveness, the hotel will succeed the high level of provided services and will meet the employees’ and guest’s expectations. 
To understand and clarify the effectiveness and impact of the course is essential to evaluate the training process. For the successful evaluation need to provide a survey, interviews, tests by asking the business, managers and trainers about the efficiency of the training course. (Ahammad, 2013)


Conclusion
      Improving training is likely the right way for the company’s success. The organization that really wants constant customer bases, be sure about positive customer reviews and benefit from harmonious transactions is well-advised to provide effective training for the employees as this will guarantee the organization that goals are met.  (Training zone, 2017)
By writing my report, I was focused on finding out and developing an effective solution for the hotel to resolve the lack of training problem. In the research, I used the problem-solving technique and decision-making tool which helped me to understand the root causes of the problem and to make the proper solution. The quality of the hotel service always depends on the quality of the employees, that is why it is so important to provide professional training which also motivates the employees to improve their skills and reward their learning afterward.  
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